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ABSTRAKSI 
 
“TINGKAT KEPUASAN NASABAH TERHADAP PELAYANAN PRIMA 
PADA PT. BPRS HARTA INSAN KARIMAH KANTOR CABANG 
SURAKARTA” 
SEPTYAS DWI ASTUTI 
F3613060 
 
 Ketatnya persaingan dunia perbankan saat ini, tidak hanya terjadi pada bidang 
vasiasi produk dan pricing, tetapi juga terjadi pada persaingan jasa pelayanan bank. 
Bisnis perbankan merupakan suatu bisnis yang bergerak pada bidang jasa. Oleh karena 
itu, dalam memberikan pelayanan, bank harus mampu melayani nasabah secara 
maksimal. Pelayanan prima (excellent service) merupakan suatu layanan dalam 
melayani kebutuhan pelanggan dengan sebaik mungkin.  
Tujuan penelitian ini adalah untuk mengetahui penerapan progam pelayanan 
prima (excellent service) pada PT. BPRS Harta Insan Karimah Kantor Cabang 
Surakarta serta bagaimana tingkat kepuasan nasabah terhadap pelayanan prima 
(excellent service) pada PT. BPRS Harta Insan Karimah Kantor Cabang Surakarta. 
Penelitian ini menggunakan desain deskriptif yang bertujuan melukiskan fakta atau 
karakteristik populasi tertentu secara faktual dan cermat. Teknik pengumpulan data 
yang dipergunakan yaitu melalui magang, observasi, sampling, dokumentasi, 
kuesioner, wawancara, dan studi kepustaka.  
Hasil penelitian menunjukkan bahwa PT.BPRS Harta Insan Karimah Kantor 
Cabang Surakarta tidak hanya menerapkan Lima Pilar Perusahaan. Akan tetapi, 
Budaya Kerja Perusahaan serta Nilai yang terkandung didalamnya inilah yang menjadi 
dasar dalam menjalankan kegiatan perbankannya. Adapun saran yang dapat penulis 
sampaikan pada PT. BPRS Harta Insan Karimah Kantor Cabang Surakarta yaitu 
penataan kursi pada ruang tunggu lebih diperhatikan, agar ruangan tidak terlihat 
sempit. Sehingga pada waktu menunggu proses transaksi, nasabah lebih  merasa 
nyaman.   
 
Kata kunci : pelayanan prima (Excellent Service), kepuasan nasabah 
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ABSTRACT 
 
"CUSTOMER SATISFACTION LEVEL TOWARDS THE EXCELLENT 
SERVICE ON PT.BPRS HARTA INSAN KARIMAH SURAKARTA’S 
BRANCH OFFICE" 
 
SEPTYAS DWI ASTUTI 
F3613060 
 
The strictness competition in the banking world nowadays not only happens in 
the scope of products variety and pricing, but also occurs in the services competition 
of the bank. Banking business is a business that operates in the field of services. 
Therefore, in giving the services, banks should be able to serve their customers 
optimally. Excellent Service is a service that serving the needs of customers as best as 
possible. 
 
The purpose of this study is to investigate the application of excellent service’s 
program at PT. BPRS Harta Insan Karimah Surakarta’s Branch Office and how is the 
level of customer satisfaction towards the excellent service at PT. BPRS Harta Insan 
Karimah Surakarta’s Branch Office. This study used descriptive design that aimed to 
describe the facts or characteristics of a particular population factually and accurately. 
Data collection techniques which is used in this study are through internships, 
observation, sampling, documentation, questionnaire, interview, and literature study. 
 
PT. BPRS Harta Insan Karimah Surakarta’s Branch Office is not only applying 
the Five Pillars of the Company but also the company’s work culture as well as the 
value that was contained in there as the basis to run the banking activities. As for the 
suggestions that writers can convey to PT. BPRS Harta Insan Karimah Surakarta’s 
Branch Office is the arrangement of chairs in the waiting room need more attention to 
make the room won’t look too narrow. So it can make the customer feel more 
comfortable while waiting the transaction process. 
 
 
 
Keywords : Excellent Service,  Customer Satisfaction 
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